The Effect of Quality System of  ISO 9000, The Strategic Role of Human Resources Management, Total Quality Management and Organization Culture to Organization Performance (Survey at ISO Standardized Puskesmas in Central Sulawesi) by ., Syamsuddin et al.
European Journal of Business and Management                                                                                                                               www.iiste.org 
ISSN 2222-1905 (Paper) ISSN 2222-2839 (Online) 
Vol.9, No.32, 2017 
 
32 
The Effect of Quality System of  ISO 9000, The Strategic Role of 
Human Resources Management, Total Quality Management and 
Organization Culture to Organization Performance 
(Survey at ISO Standardized Puskesmas in Central Sulawesi) 
 
Syamsuddin, Syamsul Bachri, Saharuddin, and Sulaeman Miru 
Departemen of Economic, University of Tadulako, Palu, Indonesia, 94118 
 
Abstract 
The purpose of this research is to know, to test and to analyze the direct effect of ISO 9000 quality system 
program, the strategic role of human resource management, total quality management to organizational culture 
and performance and indirect influence to organizational performance through organizational culture. The 
analytical method used is path analysis with AMOS IBM SPSS software, 22 version.Results and Discussion; the 
ISO 9000 quality system program has a significant effect on organizational culture of 44.5% with p-value 0,000 
<α = 0.05. The strategic role of human resources management directly has an insignificant effect on 
organizational culture of 7.5% with p-value 0.186> α = 0.05. Total quality management directly affects 
organizational culture by 25.9% with p-value 0,000 <α = 0.05. Implementation of the ISO 9000 quality system 
program has a significant effect on organizational performance of 39.6% with p-value 0,000 <α = 0.05. The 
strategic role of human resources management directly has significant effect on organizational performance of 
9.6% with p-value of 0.047 <α = 0.05. Total quality management directly affects the organizational performance 
of 11.7% with p-value 0,025 <α = 0.05. The organizational culture directly affects the organization's 
performance by 38.8% with p-value 0,000 <α = 0.05.The implementation of ISO 9000 quality system program 
indirectly effect the organizational performance significantly  through organizational culture of 17.3% with p-
value 0.000 <α = 0.05. The strategic role of human resource management indirectly has no significant effect on 
organizational performance through organizational culture of 2.91% with p-value 0.191> α = 0.05. Total quality 
management indirectly affects organizational performance significantly through organizational culture of 10.0% 
with p-value 0,000 <α = 0.05. 
Keywords: ISO, the strategic role of human resource management, TQM, organizational culture, and 
organizational performance. 
 
INTRODUCTION 
Public sector organizations are government organizations whose main purpose is not to seek profit (profit 
oriented), but to meet the needs / interests of the community, especially government organizations engaged in 
health services. Health organizations are expected to provide an adequate level of service quality for the 
community. In addition, communities demand transparency, efficient use of public funds, and accountability 
(Relman, 1988). The Institute of Medicine (IOM), states that current health care services are too often harmful 
and fail to provide benefits to society (Institute of Medicine, 2001). Quality management and implementation of 
the quality management system, emphasizing process control and process improvement, is therefore important 
for any hospital organization (Casparie, 1993). The ISO 9000 series is the standard that sets out the requirements 
and guidelines for the quality management system. The generic standards, meaning that the same standards can 
be applied to any organization, large or small, regardless of product or service, in the sector or activity whether it 
is a business enterprise, public administration of a government department. The standard represents an 
international consensus on good management practices with a view to ensuring that the organization can 
continue to deliver products or services that: meet customer quality requirements; meet applicable regulatory 
requirements; improve customer satisfaction; and achieve continuous improvement. The usefulness of the ISO 
9000 standard in health care has been described (Carson, 2004). A small number of global health care 
organizations have been reported using the ISO 9000 standard (Sluijs and Wagner, 2000). 
The Implementation of ISO 9000 in hospitals or at other health facilities is currently limited to its 
department certification only (Van den Heuveletal, 1998). 
Many academics and practitioners attempt to examine human resource relations and organizational 
performance, in which the company's human resources are capable of influencing the firm's market valuation, 
although it is not directly visible in the fi nancial statements of companies (Lev, 2001). Porter (1987) argues that 
the company will gain a competitive advantage when able to get the resources that are difficult to imitate by its 
competitors, so that will lead the organization to achieve superior performance and win in the market 
competition. Qualified human resources will move organizations to compete in response to market (market 
responsiveness), quality of products and services produced, product differentiation and technological innovation 
(Ulrich, 1987). Therefore, the strategic role of effective human resource management will help the development 
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of labor into superior quality human resources, and it is certain that such a strategic human resource management 
role will encourage the organization to achieve a competitive advantage through its human resources. In contrast, 
inefficient labor will have implications for increased labor costs and lower productivity. 
One business strategy that is widely used as a global standard is the implementation of TQM (Total Quality 
Management) through various forms of variants. Currently TQM and other similar management tools, such as 
Six Sigma, Lean Management System, are believed to be the most widely used business performance 
enhancement tool by world-class companies, and are a key tool in change management to create a leading 
corporate culture. According to Hansson (2003), TQM has become a management philosophy and key in global 
competition, as a tool for achieving long-term competitive advantage. 
There are different research approaches in organizational culture, where conceptually the differences 
between functionalist perspectives and semiotic perspectives (Schein, 1987, Cameron and Quinn, 1999; Pierce 
2004). According to the functionalist perspective, organizational culture is a component of social systems 
manifested in organizational behavior, through which this approach can be studied from a researcher's 
perspective on the organizational level. The semiotic perspective sees culture as 'settled' and attaches to an 
individual level that can only be evaluated on the "native's perspective" and at the individual level (Cameron and 
Quinn, 1999). Moreover, in a functionalist approach more towards causality studies where it connects with 
organizational control, management, and other factors that can improve organizational performance (Schein, 
1987). 
In this research, a more comprehensive model will be developed on the relevance of ISO 9000 quality 
system, human resource management strategic role, total quality management, organizational culture mapping to 
the achievement of the performance of ISO standard organization in Central Sulawesi, with the following 
questions; 1) Do the ISO 9000 quality system program, the strategic role of human resource management, total 
quality management affect the organizational culture ?; 2) Do the ISO 9000 quality system program, the strategic 
role of human resource management, total quality management affect the performance of the organization ?; 3) 
Do the ISO 9000 quality system program, the strategic role of human resource management, the total quality 
management affect the performance of the organization through organizational culture? 
 
LITERATURE REVIEW 
The literature review suggests that there are many research aimed at ISO 9000 with a focus on describing: the 
motivation or obstacles to adopting ISO 9000; impact of quality management; internal benefits; and effects on 
organizational performance (Lee and Palmer, 1999; Boiral, 2003). A number of researchers have investigated the 
experience of service organizations with ISO 9000. For example, Dick et.al., (2002) studies involving large 
service organizations in the UK suggest that organizations registered in ISO 9000 are of a higher quality than 
unregistered companies . McAdam and Canning (2001) found that professional services (quantity surveys) of 
companies from Northern Ireland that signed up for marketing and the purpose of internal process improvement. 
Benefits include improved routine efficiency, internal quality, total quality (Carlsson and Carlsson, 1996), 
employee skills, customer service, employee morale and processes (Beattie and Sohal, 1999). Registered 
organizations perform better than unregistered organizations of several dimensions of quality management 
(Terziovski et al., 2003), particularly in terms of process improvement and quality measurement (Carr et al., 
1997). In short, this model assumes that organizations registered with ISO 9000 can act as role models for 
unregistered organizations. A comparison of the financial performance of registered organizations with unlisted 
organizations of ISO 9000 is that there is little difference between the two (Terziovski et al, 1997; Lima et al., 
2000; Rahman, 2001). Interpretation of ISO 9000: 2000 quality system clauses; management responsibilities 
(Pramudya Sunu, 1999: 75); quality system (Rudi Suardi, 2001: 82); contract review (S. Nugroho, 1997: 157); 
control of the design (Pramudya Sunu, 1999: 40); control of documents and data (Bambang and Sulistijarningsih, 
2000: 67); purchase (Zulian Yamit, 2001: 159); controlling customer supply products; identification and 
traceability of product (Gilang P, 1996: 100); process control (Bambang and Sulistijarningsih, 2000: 73); 
inspection and testing (Zulian Yamit, 2001: 162); control of inspection tools, measuring and testing; inspection 
and test status (Zulian Yamit, 2001: 164); improper product control (Rudi Suardi, 2001: 119); corrective and 
preventive action (Pramudya Sunu, 1999: 97); handling, storage, packaging, and delivery (S. Nugroho, 1997: 
123); quality control (Zulian Yamit, 2001: 167); internal quality audit (Zulian Yamit, 2001: 168); training 
(Bambang and Sulistijarningsih, 2000: 47); service (Zulian Yamit, 2001: 169); statistical techniques (Bambang 
and Sulistijarningsih, 2000: 67). 
Strategic human resources in the past are considered not to have a significant impact on organizational 
success (Sims, 2002). As a result, strategic human resources are given low status in many organizations, and 
often do not have a different identity. However, this situation has changed in the last decade (Lawler and 
Mohrman, 2003). The role of strategic human resource influence has increased substantially. Experts argue that 
strategic human resources can be a source of sustainable competitive advantage for an organization (Wright et al., 
1997). As a result, the strategic human resource function within the company has significant responsibility for 
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managing resources, must receive greater commitment from the organization. Khatri and Budhwar (2002), 
suggested in their research that the level of competence of human resource managers has a major influence on 
the level of integration between human resource functions and strategy (Khatri and Budhwar, 2002). This model 
is related to the four models of human resource management roles, first presented by Conner and Ulrich (1996), 
and subsequently refined by Ulrich (1997). In the last study, Ulrich's conceptual framework for four role models 
consisted of two main dimensions. The first reflects the continuum of the (now) operational focus to the strategy 
(future), while the latter reflects the conflicting demands of people and processes (Ulrich, 1997, Conner & Ulrich, 
1996). Ulrich (1997) states that human resources can help provide organizational excellence through four 
methods. First, human resources must be partners with company management and assist in making strategy. 
Secondly, human resources must contribute expertise in efficient and effective performance, so costs are cut / 
reduced and quality is maintained. Third, human resources should represent employee concerns for senior 
management as well as work with employees to improve and ensure their ability to contribute to the organization 
through their competencies and commitments. 
Fourth, human resources must continue to contribute to the change process and help to increase the 
organizational capacity to do so (Ulrich, 1997). The role of human resources as a strategic partner is the 
participation of human resources in the process of defining business strategy, not only responding to the strategy 
presented by "senior management". Eisenstat (1996) points out the paradox of pressure in roles such as 
discussing the executive's desire for professional human resources to serve as a strategic partner, while also 
expecting them to perform traditional administrative and control functions downgraded to human resources. The 
role of an inherently strategic partner implies that human resources work together with the organization's 
managers in developing, improving and implementing strategies. In today's organizations, to ensure the viability 
and ability to contribute to them, human resource managers must consider themselves as strategic partners. The 
role of human resource professionals analyzes and evaluates the organization's financial position (Mathis, and 
Jackson, 2007). This role makes it easier to introduce and adapt from faster changes. This can be achieved 
through training of new technology operation staff (Lawler and Boudreau, 2009). If the organization needs more 
staff ie expert staff, human resources should be able to recruit staff. It also handles what customers expect from 
the organization. It is used to evaluate business satisfaction for customers (Holbeche, 2008). Kesler (2000) writes 
that the role of human resources in change are varies between organizations, but if society can not define the 
process and priorities of change efforts, it is not an effective player in the organization. Defined more closely, the 
role of change agents helps organizations refer to building capacity for change (Conner and Ulrich, 1996). 
Csoka (1995) further demonstrates that human resource professionals can add significant value through 
managing organizational change processes. Ehrlich (1997) adds that the human resources department should 
anticipate change and have knowledge in its implementation. Baird and Meshoulam (1998) stated that the 
effectiveness of human resource management depends on the stage of organizational development. The role of 
superior workers has not been significant in human resource management (Pride and Hughes, 2009). 
Organizations in the past used to have a good strategy for employees. It provides security for them and hope for 
promotion in the workplace. But this is no longer an effective way to communicate between staff and 
management (Daft, 2008). Human resources ensure that employees have skills that enable them to meet 
organizational goals. It is also responsible for motivating employees so as to provide a good working 
environment. This ensures they get a better salary. Good service depends on the ability of human resources to 
coordinate employees in an orderly manner. Another role is the role of administration. A professional human 
resource is an expert in executive roles. They ensure that operations run as specified. They must work to reduce 
costs and increase benefits and ensure the achievement of organizational efficiency and effectiveness. This 
executive should always analyze how the workflow takes place within an organization. They are responsible for 
rethinking the mode of operation in business (Dubrin, 2008). Allowing part of a company to share the services of 
human resource professional executives should try to get the job done faster and cheaper. The four roles 
identified above are responsible for organizational well-being (Bohlander and Snell, 2009). They work together 
and without any of them it is difficult to achieve success. But this model faces several challenges. Technological 
improvements are a major challenge. Businesses or organizations try to catch up with technological change. 
Globalization is another factor. Organizations must improve their products to handle global settlements. 
There has been many International research that explains the concept of TQM but the definition given is 
still not clear. Dale and Cooper (1992) describe TQM as a concept and idea in various contexts related to quality 
movement. Previously Dale (1999) describes TQM as a collaborative effort within the organization related to 
business processes in order to produce products or services that meet customer needs and expectations. Oakland 
(2003), describes TQM as a way to improve overall competitiveness, efficiency and organizational flexibility. 
Shiba, et.al (1993) defines TQM as a developing system, a practice, tools, and training method of managing 
organizations in a rapidly changing environment. Many TQM researchers put "values" as the main elements of 
TQM; Oakland (2003), Kanji and Asher (1993), Lewis, et.al (2006) and Boaden (1997). Nevertheless each 
researcher has little difference about the "value" contained in the TQM element. Dahlgaard, et.al (1999) states 
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TQM has five characteristics, in the Malcolm Baldrige National Quality Award (NIST, 2001) mentions eleven 
major concepts, while Dale (1999) discusses eight main elements of TQM. Sila and Ebrahimpour (2002) 
undertook the study and investigation of the research literature and found the main elements always discussed in 
the research and practice of TQM, namely; 1) customer satisfaction focus; 2) employee training; 3) leadership 
and management commitment; 4) teamwork; 5) employee engagement; 6) continuous innovation and 
improvement; 7) performance measurement and quality information. Malcolm Baldrige National Quality Award 
(MBQNA) can be regarded as an effort by the American government to face international competition by 
building its industry through the program of accrediting the company's business excellence. This award is 
measured by 7 (seven) aspects; 1) leadership; 2) strategic planning; 3) market and customer focus; 4) analysis 
and information; 5) the focus of human resources; 6) process management; 7) business results. Vokurka, et.al 
(2000) mentions the seven criteria are much changed name but the concept does not change. Even Hendricks and 
Singhal (1997) find indications Baldrige award-winning companies have better financial performance. 
Performance terminology is quite popular among the public and is generally understood and clearly defined. 
Performance means something that has been done (done thing) and is a work that can be achieved by a person or 
group of people in the organization in accordance with the authority and responsibility of each in order to 
achieve organizational goals. (Suyadi, 1999). Another opinion about the performance proposed by Osborne 
(1990), performance is defined as the level of achievement of an organizational mission. According to this 
understanding, performance is defined as the extent to which the organization is able to achieve its mission. 
Inadequate performance of organizational performance is only done by using indicators inherent in the 
organization such as efficiency, effectiveness, but also must be seen from the indicators inherent in service users 
such as satisfaction, accountability and responsiveness. For that purpose, the authors use performance appraisal 
by referring the opinion of Dwiyanto (2008) namely; 1) productivity; 2) quality of service; 3) responsiveness; 4) 
responsibilty; 5) accountability. 
 
RESEARCH METHODS 
Research type is descriptive-causality research. The research data is cross section. Research location is in Central 
Sulawesi Province in four regencies / cities, namely Palu, Donggala, Banggai, and Poso. The number of target 
population is relatively small then this research will use census method with 183 respondents. Data analysis 
method is path analysis with IBM SPSS 22 version with AMOS software. 
 
Model Interpretation 
 
Figure 1:   Path Diagram 
Based on the figure above, the relationship of path diagram between variables can be interpreted as follows: 
a. The coefficient value of ISO 9000 quality system variable path to organizational culture is 0.445. This 
value indicates that the ISO 9000 quality system variables affect the organizational culture by 44.5%. 
This value is quite large; it indicates that the ISO 9000 quality system variables have the support of 
influence on organizational culture. The magnitude of this influence can be explained that the higher the 
level of implementation of ISO 9000 quality system, the better the ISO standard organization of health 
centers in Central Sulawesi. The good of organizational culture will have implication on increasing 
public trust (patient) to ISO standardized health center in Central Sulawesi, so more and more society 
(patient) choose health center as the place of treatment. Thus to improve the organizational culture 
required an increase in the implementation of ISO 9000 quality system in a sustainable manner.  
b. The coefficient of variable path of human resource management strategic role to organizational culture 
is 0,075. The value indicates that the strategic role variable of human resource management influences 
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organizational culture of 7.5%. This value is very small, it indicates that the strategic role variable of 
human resource management has the support of influence on organizational culture. Because the 
magnitude of the value is positive, then this influence can be explained that the higher the strategic role 
of human resource management, the better the organizational culture of ISO standardized clinics in 
Central Sulawesi. Thus, the role of strategic partner, the role of Agent of change, the role of employee 
champion, and the role of administrative expert determine the high the value of organizational culture of 
ISO standard clinics in Central Sulawesi. 
c. The coefficient value of total quality management variable path toward organizational culture is 0,259. 
This value indicates that the total quality management variable affects the organizational culture of 
25.9%. This value is quite large, indicating that the total quality management variable has a positive 
influence on the organizational culture. The magnitude of this influence can be explained that the higher 
the total quality management value, the better the organizational culture of ISO standardized clinics in 
Central Sulawesi. Thus, it can be seen from every health center staff considered as a member who is 
able to work together as part of a social system or clan that is bound by belonging and affiliation, 
adhocracy works well when the task is less clear and the need is urgent to be resolved feels, the 
functioning of market culture that can improve organizational competitiveness and productivity, as well 
as the existence of hierarchical system applied, so that internal controls are ensured by rules, specialized 
work and centralized decisions. 
d. The coefficient value of ISO 9000 quality system variable path to organizational performance is 0,396. 
This value indicates that the ISO 9000 quality system variables affect organizational performance by 
39.6%. This indicates that the ISO 9000 quality system variable has the support of influence on 
organizational performance. The magnitude of this effect can be explained that the higher the level of 
application of ISO 9000 quality system, the better the performance of ISO standardized health center 
organization in Central Sulawesi. This is in line with the purpose or mission of the puskesmas. The high 
organizational performance is not enough to be done only by using the indicators attached to the 
organization such as efficiency, effectiveness, but also seen from the inherent indicators of service users 
such as patient satisfaction, accountability and responsiveness.  
e. The coefficient of variable path of human resource management strategic role to organizational 
performance is 0,096. This value indicates that the strategic role variable of human resource 
management influence the performance of the organization by 9.6%. This value is very small, it 
indicates that the strategic role variable of human resource management has the support of influence on 
organizational performance. The magnitude of the value of the positive effect, then this influence can be 
explained that the higher the strategic role of human resource management, the better the performance 
of ISO standardized health center organizations in Central Sulawesi. Thus, the role of strategic partner, 
the role of change agent, the role of employee champion, and the role of administrative expert 
determine the high the performance value of the ISO standardized health center organization in Central 
Sulawesi. 
f. The coefficient value of total quality management variable path toward organizational performance is 
0,117. This value indicates that the total quality management variable affects the organization's 
performance of 11.7%. This value indicates that the total quality management variable has a positive 
influence on the organization's performance. The magnitude of this effect can be explained that the 
higher the total quality management value, the better the performance of the ISO standardized health 
center organization in Central Sulawesi. So, this can be seen from every employee puskesmas have 
good productivity, provide excellent service to patient, quick response with patient complaints, and able 
to give accountable reports to leadership. 
g. The coefficient of the organizational culture variable path to organizational performance of 0.388. This 
value indicates that the organizational culture variable affects the organization's performance of 38.8%. 
This value is quite large indicates that the organizational culture variables have the support of influence 
on organizational performance. So this influence can be explained that the higher the value of 
organizational culture, the better the performance of ISO standardized health center organizations in 
Central Sulawesi. Thus, it can be seen from the unity of all employees as part of a social system or clan 
that is bound by a sense of belonging and affiliation with the routine of its work, adhocracy works well 
with the completion of urgent needs to be accomplished the functioning of a market culture that can 
enhance the competitiveness organization. 
Based on the above description, it can be seen that the variables that have the largest direct influence on the 
organizational culture is the ISO 9000 quality system of 44.5%. While the variables that have the largest direct 
influence on the organization's performance is also the ISO 9000 quality system that is equal to 33.9%. This is in 
accordance with the theory that the implementation of the ISO 9000 quality system in all organizations will be 
able to influence organizational culture and organizational performance by not seeing how the production 
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process, what products they produce. 
Meanwhile, by looking at the path analysis diagram or path coefficient of the path analysis model above, 
the support of indirect influence can also be calculated as follows: 
a. Variable of ISO 9000 quality system toward organizational performance variable through organizational 
culture variable (ISO 9000 quality system ---> organizational culture ---> organizational performance) 
is 0,445 x 0,388 = 0,173. This means that the ISO 9000 quality system variables indirectly affect the 
organizational performance variable by 17.3%. The figure is positive, so it can be said that the higher 
implementation of ISO 9000 quality system at ISO standard clinics in Central Sulawesi will make the 
level of organizational culture increase. Rising levels of organizational culture will affect the increase in 
the level of organizational performance. 
b. The variable of strategic role of human resource management to organizational performance variable 
through organizational culture variable (strategic role of human resource management ---> 
organizational culture ---> organizational performance) is 0,075 x 0,388 = 0,029. This means that the 
strategic role variable of human resources management indirectly affect the organizational performance 
variable of 2.9%. The figure is positive, so it can be said that the stronger the strategic role of human 
resource management at the ISO standardized clinics in Central Sulawesi will make up the level of 
organizational culture. Rising levels of organizational culture will affect the increase in the level of 
organizational performance. 
c. The variable of total quality management on organizational performance variable through 
organizational culture variable (total quality management ---> organizational culture ---> organizational 
performance) is 0,259 x 0,388 = 0,100. This means that the total quality management variables 
indirectly affect the organizational performance variable by 10.0%. The figure is positive, so it can also 
be said that the greater the value of total quality management at ISO standardized clinics in Central 
Sulawesi will make the level of organizational culture rise. The increasing levels of organizational 
culture will affect the increase in the level of organizational performance. 
Of the three forms of support of influence above, the influence of ISO 9000 quality system variables on 
organizational performance through organizational culture variables have the greatest influence that is 17.3%. 
This means that the performance of the ISO standardized health center organization in Central Sulawesi has 
increased if the implementation of the ISO 9000 quality system is implemented. 
From all forms of support the influence of variables that occurred in this study, both the direct variable and 
variable that does not directly affect the organizational culture and the performance of the ISO standardized 
health center organization in Central Sulawesi indicates that all variables have a direct relationship. This means 
that any increase in the value of a research variable will result in an increase in the performance of an ISO 
standard organization in Central Sulawesi both directly and indirectly, although there are some insignificant 
influences. 
 
DISCUSSION 
The ISO 9000 quality system variables provide a positive and significant influence on the culture of the ISO-
standard community health center in Central Sulawesi. This is evidenced by looking at the value of p-value is 
0.000 <of alpha value 0.05. This can be interpreted that the ISO 9000 quality system consisting of; management 
responsibilities, quality system, contract review, design control, document and data control, purchasing, product 
supply control, product identification and traceability, process control, inspection and testing, inspection control, 
measurement and testing, inspection and test , improper product control, corrective action and prevention, 
handling, storage, packaging, preservation and delivery, quality control, internal quality audit, training, services, 
and statistical techniques directly affect the organizational culture of ISO 9000 standardized health center 
Central Sulawesi consisting of aspects; clan, adhocracy, market, hierarchy, (ISO 9000 quality system ---> 
organizational culture) of 44.5%. 
The variable of strategic role of human resource management gives positive and insignificant influence to 
the organizational culture of puskesmas with ISO standard in Central Sulawesi. This is evidenced by looking at 
the value of p-value is 0.185> of alpha value 0.05. This may mean that the strategic role of human resource 
management is derived from; the role of strategic partner, the role of change agent, the role of employee 
champion, and the role of administrative expert directly affect the unreal organizational culture of ISO 9000 
standardized health center in Central Sulawesi consisting of aspects; clan, adhocracy, market, hierarchy, 
(strategic role of human resource management ---> organizational culture) is 7.5%. 
The total quality management variables provide positive and significant influence on the organizational 
culture of ISO standard clinics in Central Sulawesi. This is evidenced by looking at the value of p-value is 0.000 
<of alpha value 0.05. This can be interpreted that the total quality management is derived from; leadership, 
strategic planning, market and customer focus, analysis and information, human resource focus, process 
management, business results directly affect the organizational culture of ISO 9000 standardized clinics in 
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Central Sulawesi consisting of aspects; clan, adhocracy, market, hierarchy, (total quality management ---> 
organizational culture) of 25.9%. 
The ISO 9000 quality system variables provide positive and significant influence on the performance of 
ISO standardized health center organizations in Central Sulawesi. This is evidenced by looking at the value of p-
value is 0.000 <of alpha value 0.05. This can be interpreted that the ISO 9000 quality system consisting of; 
management responsibilities, quality system, contract review, design control, document and data control, 
purchasing, product supply control, product identification and traceability, process control, inspection and testing, 
inspection control, measuring and testing, inspection and test , improper product control, corrective action and 
prevention, handling, storage, packaging, preservation and delivery, quality control, internal audit, training, 
service, and statistical techniques have a direct effect on the performance of ISO 9000 standardized puskesmas 
organizations at Central Sulawesi consisting of aspects; clan, adhocracy, market, hierarchy, (ISO 9000 quality 
system ---> organizational performance) of 39.6%. 
The variable of strategic role of human resource management gives positive and significant influence 
toward the performance of ISO standard organization in Central Sulawesi. This is evidenced by looking at the 
value of p-value is 0.047 <of alpha value 0.05. This may mean that the strategic role of human resource 
management is derived from; the role of strategic partner, the role of change agent, the role of employee 
champion, and the role of administrative expert directly influence the culture an ISO 9000 standard health center 
organization in Central Sulawesi consisting of aspects; clan, adhocracy, market, hierarchy, (strategic role of 
human resources management ---> organizational performance) of 9.6%. 
The variable of total quality management gives positive and significant influence toward the performance of 
ISO standard organization in Central Sulawesi. This is evidenced by looking at the value of p-value is 0.025 <of 
alpha value 0.05. This can be interpreted that the total quality management is derived from; leadership, strategic 
planning, market and customer focus, analysis and information, human resource focus, process management, 
business results directly affect the performance of ISO 9000 standardized health center organizations in Central 
Sulawesi consisting of aspects; clan, adhocracy, market, hierarchy, (total quality management ---> organizational 
performance) of 11.7%. 
The next discussion is the support of indirect influences through organizational culture variables to 
organizational performance. Because in data processing with AMOS program above can not display p-value 
value, then test of test sobel to get p-value value from indirect influence.  
The ISO 9000 quality system variables provide positive and significant positive indirect effect on the 
performance of ISO-standardized health center organizations in Central Sulawesi through organizational culture. 
This is evidenced by looking at the value of p-value is 0.000 <of alpha value 0.05. This can be interpreted that 
the ISO 9000 quality system consisting of; management responsibilities, quality system, contract review, design 
control, document and data control, purchasing, product supply control, product identification and traceability, 
process control, inspection and testing, inspection control, measurement and testing, inspection and test , 
improper product control, corrective action and prevention, handling, storage, packaging, preservation and 
delivery, quality recording control, internal quality audit, training, service, and statistical technique indirectly 
have an effect on the performance of the organization of standard health center ISO 9000 in Central Sulawesi 
through an organizational culture consisting of aspects; clan, adhocracy, market, hierarchy, (ISO 9000 quality 
system ---> organizational culture ---> organizational performance) of 17.3%. 
The strategic role variable of human resource management provides positive and insignificant indirect 
effect to the performance of ISO standard organization in Central Sulawesi. This is evidenced by looking at the 
value of p-value is 0.191> of alpha value 0.05. This may mean that the strategic role of human resource 
management is derived from; the role of strategic partner, the role of change agent, the role of employee 
champion, and the role of the administrative expert directly do not significantly influence on the performance of 
the ISO 9000 standardized health center organization in Central Sulawesi through an organizational culture 
consisting of aspects; clan, adhocracy, market, hierarchy, (strategic role of human resources management ---> 
organizational culture ---> organizational performance) is 2.91%. 
The total quality management variables provide positive and significant indirect effect to the performance 
of ISO-standardized health center organizations in Central Sulawesi. This is evidenced by looking at the value of 
p-value is 0.000 <of alpha value 0.05. This can be interpreted that the total quality management is derived from; 
leadership, strategic planning, market and customer focus, analysis and information, human resource focus, 
process management, business results indirectly affect the performance of ISO 9000 standardized health center 
organizations in Central Sulawesi through an organizational culture consisting of aspects; clan, adhocracy, 
market, hierarchy, (total quality management ---> organizational culture ---> organizational performance) of 
10.0%. 
 
CONCLUSION  
1. The ISO 9000 quality system program significantly influences the organizational culture of ISO standard 
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clinics in Central Sulawesi.  
2. The strategic role of human resources management has insignificant effect on the organizational culture of 
ISO standard clinics in Central Sulawesi.  
3. Total quality management has a significant effect on organizational culture of ISO standardized clinics in 
Central Sulawesi. 
4. The ISO 9000 quality system program has a significant effect on the performance of the ISO standardized 
health center organization in Central Sulawesi.  
5. The strategic role of human resource management has a significant effect on the performance of ISO 
standardized health center organizations in Central Sulawesi.  
6. Total quality management has a significant effect on the performance of ISO standard organization in 
Central Sulawesi.  
7. Organizational culture has a significant effect on the performance of ISO standard organization in Central 
Sulawesi.  
8. The ISO 9000 quality system program through organizational culture has a significant effect on the 
performance of the ISO standardized health center organization in Central Sulawesi.  
9. The strategic role of human resource management through organizational culture has an insignificant effect 
on the performance of the ISO standardized health center organization in Central Sulawesi.  
10. Total quality management through organizational culture has a significant effect on the performance of ISO 
standards organization in Central Sulawesi. 
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